
      Arizona Service Quality Penalty Calculation - 2014

Month JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC

Number of Days 31 28 31 30 31 30 31 31 30 31 30 31

R esidence -  B usiness Off ice A ccess

Calls in <20 sec 94,908 57,344 37,451 47,593 51,973 50,373 58,714 50,254 24,074 18,445 12,443 7,343

Ca lls -  Tota l Offe re d * 100,624 86,737 99,275 91,727 88,226 90,275 92,313 95,100 94,527 95,509 31,841 42,443

% in < 20 sec 94.32% 66.11% 37.72% 51.89% 58.91% 55.80% 63.60% 52.84% 25.47% 19.31% 39.08% 17.30%

Penalties (Offsets) Per Day - 4,000 1,000 2,000 2,000 2,000 2,000 1,000 2,000 4,000 4,000 2,000 4,000

Total Penalties (Offsets) Per Month - 124,000 28,000 62,000 60,000 62,000 60,000 31,000 62,000 120,000 124,000 60,000 124,000

Total Residence Access Penalites (Offsets) YTD- 124,000 - 96,000 - 34,000 26,000 88,000 148,000 179,000 241,000 361,000 485,000 545,000 669,000

B usiness -  B usiness Off ice A ccess

Calls in <20 sec 6,900 6,546 7,048 8,055 8,918 9,595 11,886 10,289 10,265 8,408 6,193 5,919

Calls -  Total Offered 11,285 9,845 10,630 11,095 10,743 12,807 13,941 13,135 14,069 13,987 10,985 7,280

% in < 20 sec 61.14% 66.49% 66.30% 72.60% 83.01% 74.92% 85.26% 78.33% 72.96% 60.11% 56.38% 81.30%

Penalties (Offsets) Per Day 2,000 2,000 2,000 2,000 0 2,000 - 4,000 0 2,000 4,000 4,000 0

Total Penalties (Offsets) Per Month 62,000 56,000 62,000 60,000 0 60,000 - 124,000 0 60,000 124,000 120,000 0

Total SBG Access Penalties (Offsets) YTD 62,000 118,000 180,000 240,000 240,000 300,000 176,000 176,000 236,000 360,000 480,000 480,000

R epair -  B usiness & R esidence

Calls in <20 sec 18,551 15,035 19,924 18,938 18,084 20,559 26,544 31,176 28,089 27,064 19,366 20,864

Calls -  Total Offered 19,811 16,522 21,885 20,652 20,700 25,161 34,058 38,668 3,411 29,315 20,976 24,064

% in < 20 sec 93.64% 91.00% 91.04% 91.70% 87.36% 81.71% 77.94% 80.62% 823.48% 92.32% 92.32% 86.70%

Penalties (Offsets) Per Day - 4,000 - 4,000 - 4,000 - 4,000 - 2,000 0 0 0 - 4,000 - 4,000 - 4,000 - 2,000

Total Penalties (Offsets) Per Month - 124,000 - 112,000 - 124,000 - 120,000 - 62,000 0 0 0 - 120,000 - 124,000 - 120,000 - 62,000

Total Repair Access Penalites (Offsets) YTD - 124,000 - 236,000 - 360,000 - 480,000 - 542,000 - 542,000 - 542,000 - 542,000 - 662,000 - 786,000 - 906,000 - 968,000

H eld Orders

Held Orders 56 37 38 52 45 45 40 38 42 50 43 26

Ac c e ss Line s ** 805,205 797,825 791,895 782,077 772,497 763,985 756,401 748,728 741,278 734,012 728,458 723,148

% Held Orders of Access Lines 0.0070% 0.0046% 0.0048% 0.0066% 0.0058% 0.0059% 0.0053% 0.0051% 0.0057% 0.0068% 0.0059% 0.0036%

Penalties (Offsets) Per Day - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000

Total Penalties (Offsets) Per Month - 124,000 - 112,000 - 124,000 - 120,000 - 124,000 - 120,000 - 124,000 - 124,000 - 120,000 - 124,000 - 120,000 - 124,000

Total Held Order Penalties (Offsets) YTD - 124,000 - 236,000 - 360,000 - 480,000 - 604,000 - 724,000 - 848,000 - 972,000 - 1,092,000 - 1,216,000 - 1,336,000 - 1,460,000

Out o f  Service R epair T imes

Out of Service < 24 hours 5,121 4,135 4,113 4,821 5,048 4,868 5,482 6,522 4,235 5,713 5,209 6,050

Total Out of Service 5,963 4,697 6,404 5,523 5,724 6,077 8,059 9,530 9,429 9,168 6,418 7,688

% Out of Service < 24 hours 85.88% 88.03% 64.23% 87.29% 88.19% 80.11% 68.02% 68.44% 44.91% 62.31% 81.16% 78.69%

Penalties (Offsets) Per Day - 2,000 - 2,000 4,000 - 2,000 - 2,000 0 4,000 4,000 5,000 4,000 0 2,000

Total Penalties (Offsets) Per Month - 62,000 - 56,000 124,000 - 60,000 - 62,000 0 124,000 124,000 150,000 124,000 0 62,000

Total Out of Service Penalties (Offsets) YTD - 62,000 - 118,000 6,000 - 54,000 - 116,000 - 116,000 8,000 132,000 282,000 406,000 406,000 468,000

Total Service Quality Penalties YTD 62,000 118,000 186,000 266,000 328,000 448,000 363,000 549,000 879,000 1,251,000 1,431,000 1,617,000

 *Ca ll ha ndling inc lude s 14 - sta te  re gion vs.  AZ/NM distric t

**Re ta il a c c e ss line s only                    Page 1

 


